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Abstract

The objectives of this descriptive research were to: (1) identify personal factors; (2) determine
the level of actual service quality; (3) determine the level of expected service quality; and (4) compare
the difference between actual and expected service quality based on personal factors, all of clients at
the outpatient pharmacy department of a private hospital in Pathum Thani province. The study
population was 500 clients at the out-patient pharmacy department at the hospital, of whom 217 were
systematically, randomly selected as respondents. The instrument used was a questionnaire consisting
of two parts: (1) personal factor; and (2) actual and expected service quality with the reliability values of
0.82 and 0.93, respectively. Data were collected and then analyzed to determine percentage, mean, and
standard deviation, and t-test. The findings of this research revealed that: (1) most clients were female
(54.8%) and 20-37 years old (62.2%); they had completed a bachelor’s degree or higher (53.5%) and worked
as private sector employees (44.7%); (2) overall actual service quality was at the highest level; (3)
overall expected service quality was also at the highest level; and (4) by comparison of overall actual
and expected service quality, there was no difference based on clients’ gender and age, but a
significant difference was noted for actual service quality by clients’ educational background and
occupation (p = 0.05); comparing actual and expected service quality. The quality of service provision was the
most different, followed by the services received and response to real needs, respectively; for service

providers, their care reliability and readiness were not significantly different.

Keywords: Actual service quality, Expected service quality, Outpatient pharmacy department,

Private Hospital, Pathum Thani Province
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